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Abstrak 
Kualitas layanan menjadi topik terpanas dalam lembaga dan organisasi yang 
menyajikan layanan kepada pelanggan mereka terlepas dari orientasi dan bidang 
minat mereka. Secara umum, layanan muncul sebagai layanan inti yang 
merupakan manfaat dasar yang diperoleh pelanggan dari payanan tertentu dan 
layanan tambahan yang merupakan layanan non-rutin yang mengikuti proses 
memperoleh layanan. Penelitian ini dilakukan di badan pertanahan nasional 
kabupaten Demak sebagai penyedia layanan jasa. Tujuan dilakukannya penelitian 
ini adalah untuk menganalisis penggunaan konsep flower service yang 
diimplementasikan di badan pertanahan nasional berdasarkan aturan konstitusi 
dengan yang ada direalisasikan dilingkungan sesungguhnya. Hasilnya menyatakan 
bahwa penggunaan flower service concept di badan pertanahan nasional 
kabupaten Demak Hasil penelitian menunjukkan bahwa dimensi bunga layanan 
tampaknya berpengaruh pada kepuasan pelanggan berdasarkan flower service 
concept. Direkomendasikan melalui penelitian bahwa manajemen harus 
meningkatkan kesadaran di antara karyawannya tentang perbedaan antara layanan 
tambahan dan layanan inti dan bagaimana masing-masing dari mereka adalah 
penting dalam diri mereka sendiri. 
 
Kata Kunci : National Land Agency, Flower Service Concept, Public Service  
 
Abstract 
Quality of service is the hottest topic in institutions and organizations that provide 
services to their customers regardless of their orientation and area of interest. In 
general, services appear as core services which are the basic benefits that 
customers receive from certain services and additional services that are non-
routine services that follow the process of obtaining services. This research was 
conducted at the national land agency Demak district as a service provider. The 
purpose of this research is to analyze the use of the flower service concept which 
is implemented in the national land agency based on constitutional rules with that 
is realized in the actual environment. The results state that the use of the flower 
service concept in Demak district national land agency. The results of the study 
show that the services interest dimension appears to influence customer 
satisfaction based on the flower service concept. It is recommended through 
research that management must increase awareness among employees about the 
differences between additional services and core services how each of them is 
important in themselves. 
Keywords: National Land Agency, Flower Service Concept, Public Services. 
1. INTRODUCTION 
Public institutions are developed from organizational theory, therefore 
understanding public organizations can be viewed from the perspective of 
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organizational theory. According to Fahmi (2013: 1) a public organization is a 
container that has multiple roles and was established with the aim of being able to 
provide and realize the wishes of various parties, and satisfaction of its owners is 
no exception. Meanwhile, according to Stephen P. Robbins in Fahmi (2013: 2), 
public organizations are social units that are consciously coordinated, with a 
relatively identifiable boundary, which works on a relatively continuous basis to 
achieve a common goal or group of goals. Understanding public organizations with 
regard to the organizing process. 
Public service activities or also referred to as public services, which are 
usually attached to the body of government institutions are considered less able to 
fulfill their duties in accordance with the expectations of the community, as their 
consumers. One of the things considered as the culprit is the form of bureaucratic 
people, so that bureaucracy as stated by Achmat Batinggi (1999: 53) is: "It is the 
type of person who is intended to achieve large administrative tasks by 
coordinating systematically (regularly) work from many people." 
Public services according to Law Number 25 Year 2009 is an activity or 
series of activities in order to accomplish service needs in agreement with the laws 
and regulations for every citizen and resident for administrative goods, services 
and/or services provided by public service providers. To provide the public 
facilities, it is a responsibility of the government institution under the patronages of 
the president, thus it is called as “ministry”. The State Ministry hereinafter referred 
to as the Ministry, is a government apparatus in charge of certain affairs in the 
government. 
Based on law number 96 of 2012 concerning the implementation of law 
number 25 of 2009 concerning public services that the provision of public services 
by government agencies which part or all of the funds are sourced from the state 
budget and/or regional budget. The provision of public services whose financing 
does not originate from the state budget or regional revenue and expenditure 
budget or business entity whose capital is partly or wholly sourced from state 
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assets and/or separated regional assets, but their availability as a state mission 
stipulated in statutory regulations.   
In public services, there are two types of facilities provided, namely core 
products and supplementary services. The core products can be interpreted as the 
benefit that the product brings to the customer. The authentic products refers to 
the tangible object and linked to the physical quality and the design. The core 
services are those that customers view as baseline expectations, so customers will 
not consider doing business with a company unless it offers that level of service. 
The core services respond to the customers need for a basic benefit (Ng & Forbes, 
2009). In other hands, supplementary service can identify efficiencies of core 
service component with adding the facilities supplementary element are either 
needed for service delivery or help to use the core element and enhancing 
supplementary element is used to add more value to the customer. 
Lovelock (2004) introduced the service concept as a principle of 
positioning service that knows as flower service concept describe 8 things: 
information, order-taking, payment, billing, safekeeping, hospitality, exception, 
and consultation. used to identify efficiencies of core service component with 
adding the facilities supplementary element are either needed for service delivery 
or help to use the core element and enhancing supplementary element is used to 
add more value to the customer. In a well-designed and well-managed service 
organization, the petals and core are fresh and well-formed and market positioning 
strategy helps to determine which supplementary services should be included. It is 
important to specify the service element using the service concept. Especially in 
public service, it can make it easy for the customer or society go throw the line.  
1.1 Background Literature 
1.1.1  Service Marketing 
Kotler and Keller (2009), service marketing can be defined as acts that can be 
offered by one party to another party which is intangible and does not result in 
ownership of something. According to Lovelock and Gummesson (2011: 36) 
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defined that service (service) is a form of service where customers or consumers 
can benefit through the expected service value. Marketing services is a link 
between organizations with its consumers. This liaison roles will succeed if all 
marketing efforts are market oriented. The involvement of all parties, from top 
management to non-managerial employees, in formulating and supporting the 
implementation of consumer-oriented marketing is something that cannot be 
bargained again (Yazid, 2008: 13). 
1.1.2 Flower Service Concept 
Core services are the central component that supplies the principal, problem-
solving benefits customers seek. The core services you provide are, however, the 
bare minimum a client expects of you to deliver. These core services are 
supported (and affected), by a range of supplementary services (e.g. your 
hospitality, consultation or invoicing). Supplementary services augment the core 
service offering, by facilitating its use and enhancing its value and appeal. It is 
very often these supplementary services that make or break the experience clients 
have with a firm to differentiate them. The concept of flower services is a visual 
framework for understanding additional service elements that surround and add 
value to core products. The concept of flower service was introduced by 
Christopher Lovelock which distinguishes between facilitating and enhancing 
additional services. These different additional services can be classified into eight 
petals (Information, Order Taking, Billing, Payment, Consultation, Hospitality, 
Safekeeping, Exception). 
1.1.1.1  Information  
The customer needs can include directives to the physical location where the 
product is sold (or details on how to order it by telephone or website), service 
hours, prices, and usage instructions. Further information, usually required by law 
governing a country, can include conditions that exist in the service cycle, such as 
sales and use, warnings, reminders, and notification of changes (Lovelock, 2011). 
1.1.1.2 Order Taking 
The companies must have effective supplementary service processes in place to 
handle applications, orders, and reservations. The process of taking orders must be 
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polite, fast and accurate so that customers not waste time and bear unnecessary 
mental or physical efforts. It is intended so that orders can be obtained by 
customers without complaints that will arise afterwards 
1.1.1.3 Billing 
General bills for almost all services (unless this service is provided free). 
Inaccurate, illegible, or incomplete bills run the risk of disappointing customers 
who may, until then, be quite satisfied with their experience. Billing procedures 
range from verbal statements to prices displayed on the machine, and from 
handwritten invoices to details of monthly activity reports and account costs. 
1.1.1.4 Payment 
A system that includes a set of rules, institutions, and mechanisms, which are used 
to carry out transfers of funds to fulfill an obligation arising from an economic 
activity. The billing requires the customer to take payment action 
1.1.1.5 Consultation 
Consultation is an additional complementary service that involve dialogue to 
identify customer requirements and develop personalized solutions. Providing 
examples of some additional services in the consultation category. Counseling is a 
more refined consultation approach. This involves helping customers better 
understand their situation so they can find a solution. 
1.1.1.6  Hospitality 
This service ideally reflects the pleasure of meeting new customers and greeting 
old customers when they return in other words this service is a service used by 
companies to create a friendly atmosphere for customers. Manners and 
considerations for customer needs apply to face-to-face meetings and telephone 
interactions (Lovelock, 2011) 
1.1.1.7 Safekeeping 
The list of potential storage services in place is long. These include: the provision 
of mantle rooms; transportation, handling and storage of luggage; storage of 
valuables; and even the care of children and pets. Additional security services are 
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directed at physical products purchased or purchased by customers (Lovelock, 
2011) 
1.1.1.8  Exception 
Exceptions involve additional services that is outside the normal service delivery 
routine.  That way, employees will not look helpless and startled when customers 
request special assistance. A well-defined procedure makes it easy for employees 
to respond quickly and effectively. (Lovelock, 2011) 
1.1.3 Core Service 
The core product consists of various edges for problem-solving and what 
customers are attempting to seek out once buying a selected product or service. 
(Kotler and Armstrong, 2003). At the instant any product is indivisible from the 
service half, be it's a core product (pure service) or service as a compliment. The 
core service consists of core benefits for solving problems that consumers look for 
when they buy a service. The function of the core service provides the main 
picture of the use of the service. So that consumers will consider the core service 
in every use. Therefore, every marketer must understand the virtues that exist in a 
service in marketing. To be able to understand what is needed by consumers for a 
service. 
1.1.4 Supplementary Service 
Additional products should be realized by providing further services to satisfy 
customers, for instance by responding well to claims from customers and serving 
customers over the phone if customers have issues or queries. Supplementary 
services being a part of full-service product offered by marketers can be utilized 
as a beneficial tool to create interest and to develop awareness among customers 
(Goyal, 2004). Supplementary service is needed to support core products to get 
maximum results. 
1.1.5 Customer Orientation 
Customer orientation has become an elementary structure price and therefore we 
tend to wear down the training method. Viewing today's business, we tend to 
found that several firms, indeed, learn to grasp customers otherwise than before. 
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Customers are not any longer mere objects, rather they're seen as subjects. This 
mind shift is additionally visible within the amendment of used word. Seldom the 
term labor is employed, instead we tend to speak of human resources and 
intellectual capital, and in doing that the focus of all enterprise on information 
(Sveiby, 1996) 
1.1.6 Public Service 
Public service is an activity or series of activities in order to fulfill service needs 
in accordance with the laws and regulations for every citizen and resident for the 
goods, services, and / or administrative services provided by public service 
providers. (Law of the republic of Indonesia number 25 of 2009). Public services 
square measure "As all kinds of public service activities administrated by 
Government Agencies in Central and Regional, and within the State-Owned 
Enterprises (BUMN) and Regional-Owned Enterprises (BUMD) in 
the form of products and / or services, each in meeting community desires. 
(Institute of Public Administration: 1998) 
1.1.7 Government Regulation of Republic Indonesia According Public Service 
Law Number 25 of 2009 concerning Public Services Article 2 stated that "Laws 
on public services are intended to provide legal certainty in relations between the 
public and organizers in public services" Article 3 reads "The purpose of the law 
on public services is; a) the realization of clear boundaries and relationships 
regarding the rights, responsibilities, obligations and authorities of all parties 
related to the implementation of public services, b) the realization of a proper 
system of public service delivery in accordance with the principles of good 
governance and corporate objectives organizing public services in accordance 
with laws and regulations; and d) the realization of legal protection and certainty 
for the public in the implementation of public services. (Law Number 25 of 2009; 
8-9). 
2. METHOD 
This study applied descriptive research design using a qualitative approach. 
According Calderon and Gonzales 1993, “Descriptive research can be defined as a 
process aimed at collecting, analyzing, classifying and tabulating data about the 
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practice of prevailing conditions, beliefs, processes, trends and causal 
relationships and then making adequate and accurate interpretations of the data 
with or without the help of statistical methods”.  
There are two type of data utilized in this study are secondary data and primary 
data. Data included as secondary data is books such as SERVICE MARKETING 
books by Christoper Lovelock and INSTITUTE OF PUBLIC 
ADMINISTRATION, journals such as “The Flower of Service Concept and Its 
Influence on the Customer Satisfaction: Case Study of Jordanian Private Hospitals 
Sector”, and government regulation such as the 4th Constitution of 1945, Law of 
the republic of Indonesia number 25 of 2009 and The Law of the Republic of 
Indonesia Number 23 of 2014. Primary data in this study are including interview 
with staff in National Land Agency of Demak Regency. 
3. FINDING DATA AND ANALYSIS 
The National Land Agency (abbreviated as BPN) is a non-ministerial government 
institution in Indonesia that has the task of carrying out government duties in the 
land sector in accordance with the provisions of the legislation. BPN was formerly 
known as the Agrarian Office. BPN is regulated through Presidential Regulation 
Number 20 of 2015. 
In the 1960s since the enactment of the Basic Agrarian Law (UUPA), the 
National Land Agency experienced several changes of ownership, in this case, the 
institution. The problem affects the policy-making process. When within the 
auspices of the agrarian ministry policy is processed and followed up from the 
structure of the central leadership up to the level of security, but when under the 
auspices of the Ministry of Home Affairs only through the Director General of 
Agrarian Affairs up to the level of Presence. Besides that, institutionally the 
National Land Agency has experienced very shortchanges in time-sensitive 
institutional structures. 
In 1964, through the Minister of Agrarian Regulation Number 1 of 1964, it 
was determined the duties, structure, and leadership of the Agrarian Department. 
The regulation will be further refined by the Minister of Agrarian Regulation No. 
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1 of 1965 which outlines the duties of the Agrarian Department and adds the 
Directorate of Transmigration and Forestry to the organization. During this 
period, there was a merger between the Office of the Agrarian-Ministry of Internal 
Affairs Inspection, the Directorate of Earth Administration-Ministry of 
Agriculture, and the Land Registration Office-Ministry of Justice. 
In 1968 institutionally underwent a change. At that time, it was included in 
the department of the interior under the name of the directorate general of agrarian 
affairs. During the period 1968 - 1990 it remained without any institutional 
changes as well as regulations issued. In this period again experienced changes. 
The agency that handles agrarian affairs is separated from the internal department 
and formed into a non-departmental institution with the name of the national land 
agency which was then led by Ir. Soni Harsono with his orderly chess land. At 
that time there was a significant change because it was the beginning of the 
formation of a national land agency. 
President Megawati issued Presidential Decree Number 103 the Year 2001 
concerning Position, Task, Function, Authority, Organizational Structure and 
Work Procedure of Non-Departmental Government Institutions, and Presidential 
Decree Number 34 of 2003 concerning National Policy in Land Affairs 
positioning BPN as an institution that handles national policy in the field of land. 
The position of the BPN was later strengthened during the time of President 
Susilo Bambang Yudhoyono by issuing a Presidential Regulation Number 10 of 
2006 concerning the National Land Agency and placing the Indonesian National 
Land Agency under and directly responsible to the President. In the administration 
of President Joko Widodo, a new Ministry was named the Indonesian Ministry of 
Agrarian and Spatial Planning, so that since October 27, 2014, the National 
Defense Agency was under the auspices of the Minister of Agrarian Affairs and 
Spatial Planning. 
3.1. National Land Agency: Strategy Formulation 
The objective of this section is to provide an understanding the public service 
strategy in National Land Agency. National Land Agency formulated a mission 
 10 
 
statement to determine future goals. Mission and vision both relate to an 
organization’s purpose and are typically communicated in some written form. 
VISION: 
“To become an institution capable of realizing land and land for the greatest 
prosperity of the people, as well as justice and sustainability of the social, national 
and state system of the Republic of Indonesia.” 
MISSION: 
I. Developing and organizing land policies and policies to: 
II. Improving people's welfare, creating new sources of people's 
prosperity, reducing poverty and income inequality, and strengthening 
food security. 
III. Increasing the order of a more just and dignified life together 
concerning land tenure, ownership, application and utilization of land 
(P4T). 
IV. The realization of a harmonious order of life together by overcoming 
various disputes, conflicts and land cases throughout the country and 
the arrangement of legal instruments and land management systems so 
that they do not produce disputes, conflicts, and cases in the future. 
V. Sustainability of the Indonesian social, national and state system by 
providing the widest possible access to future generations of land as a 
source of community welfare. Strengthen land institutions following the 
soul, spirit, principle and rules contained in the Basic Agrarian Law and 
the aspirations of the people at large. 
3.2. The Flower Service Concept Application 
In carrying out its duties the national land agency seeks to improve the quality of 
performance to get customer satisfaction by relying on customer orientation and 
seeing the desired segment. By applying the flower service concept to internal and 
external services at the national land agency of demand it can be seen clearly 
which aspects should be improved. The rules for granting public facilities are 
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stated in government regulations for public services. The occurrence of gaps in 
the field conditions is usually influenced by the field situation and conditions of 
available resources. 
Table.1 The Differentiation Between Actual Plan and Applicable Service In 
National Land Agency Of Demak Regency 




• BPN RI 
website 
• SMS 
• BPN Apps 
• BPN RI 
website 
• SMS 
• BPN Apps 
• Kiosk  
Order 
Taking 
• Queue number 
• PIN number 
• Queue number 
• PIN number 
- 
Billing  • Periodic billing 




• Manual billing 
• Periodic billing 
• Direct billing 






Payment • EDC • EDC - 
Consultati
on  
• SMS Service 
• Customer 
Service 




Hospitality • Toilet 
• Praying room 
• Seating/lounge  
• Waiting areas 
• Toilet 
• Praying room 
• Seating/lounge  















Exception • LARASITA 
• 1-day service 







• 1-day service 









In the National Land Agency of Demak, the implementation of flower service 
concepts is implemented to support community service activities, flower service 
concepts greatly affect the supporting aspects of the core process, it's just that in 
some service sectors the use of flower service concepts is still less efficient. 
In the delivery of information, the National Land Regency of Demak 
Regency still uses a manual system, the unavailability of machines such as Kiosk 
is a bit time consuming when getting information. The number of service users at 
the national land agency of Demak which are still categorized as weak in using 
technology makes the process of getting information more difficult, service users 
only get information through customer service at the office. While there are only a 
few customer service staff and need to wait long enough to get the information 
needed. 
The use of other services to obtain information is still less socialized in the 
office environment in Demak district. The existence of SMS services and 
supporting applications such as the National Land Agency Go Mobile application 
does not necessarily have a major impact on the dissemination of information. 
Based on lovelock (2012) information can be included conditions that exist in the 
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service cycle, such as sales and use, warnings, reminders, and notification of 
changes. 
In receiving services, The National Land Agency of Demak regency is 
quite good and orderly. Lovelock, Patterson and Wirz in Service Marketing (2011) 
The company’s order-taking must also be accurate, fast and courteous to allow 
customers to endure unnecessary physical or mental effort and not waste time. 
Sometimes the queue is booming because there is limited staff. Services such as 
making land certificates, turning over the name of the certificate take quite a long 
time. Coupled with the existing brokers sometimes make smooth service users 
start being prioritized. 
Billing payment services at the National Land Agency of Demak regency 
using manual systems and through banks. Bills must be accurate, clear, and 
understandable to customers. Examples of elements related to billing include the 
machine's display of the required amount; periodic statement about account 
activity; own billing (calculated by clients), and invoices for individual 
transactions (Hume, 2008). For the collection of land and building taxes in the 
villages, the National Land Agency of Demak uses a manual system through the 
village apparatus for payment. Billing procedures can range from prices displayed 
on the machine, to verbal statements, from monthly expense reports and account 
activity to handwritten invoices (Hume, 2008). For payments at the National Land 
Agency of Demak can directly use payment via bank or transfer. This makes it 
easier for service users to pay because they don't need to carry cash. 
Consultation services opened at the National Land Agency of Demak 
Regency are used to provide more information to service users. In each offices, 
the National Land Agency of Demak Regency provided the service so that service 
users could more easily obtain information about the services provided. As noted 
by Naipaul, and Parsa (2000), consultation and advice tailored to the needs of the 
situation and customer needs can add value to the company's services and goods. 
Examples of elements include management or technical consultation, personal 
counseling and special advice, and training / guidance on product use. At the 
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National Land Agency of Demak Regency, there are 2-3 customer services 
available to handle problems or questions from service users. 
The National Land Agency of Demak Regency provides additional 
facilities such as places of praying, toilets, waiting rooms, and security for service 
users to feel more comfortable when conducting transactions, this facility is 
supported by-laws made by the government for public service offices. Thus, the 
standard of granting facilities must be by those in the law. According Lovelock, 
Patterson, & Wirz in the service marketing book (2011) Hospitality can be 
defined such as offer drinks, create a comfortable waiting room, clean toilets, and 
make customers feel welcomed. Other elements that enhance hospitality include 
offering drinks (food and drink), security, greetings, toilets and bathrooms, and 
waiting facilities and weather protection, seating, lounges, waiting areas, security, 
transportation, and entertainment, newspapers and magazines. As with hospitality, 
safekeeping is an additional service that enhances. This improvement service 
delivery by adding value to the company's products and services and makes it 
more attractive to clients. Maintaining security increases customer confidence in 
the company and its staff. The company must protect the client's personal assets. 
The National Land Agency of Demak Regency provide the security personnel to 
secure the office. 
The National Land Agency of Demak Regency also provides additional 
activities such as LARASITA, LANTUM, LAYANG MAS, WEEKEND 
SERVICE AND QUICK SERVICE outside working hours. This activity is 
carried out 2-4 times every month. Exceptions are non-routine additional services 
that are not part of normal service delivery. A well-defined procedure enables 
employees to respond effectively and quickly (Naipaul, & Parsa, 2000). It's just 
this activity is less effective carried out by the National Land Agency of Demak 
Regency. The lack of public knowledge about these services also slightly reduces 
the effectiveness of this activity. 
Based on the data obtained above it can be concluded that the differences 
that arise from the central office and the land office in the regions especially in 
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Demak district can be categorized as very minimal differences, which means that 
the gaps within the institution have only a slight difference and try to comply with 
the standards operational procedures set out in the law by the central agency. Most 
of the present facilities at the National Land Agency of Demak Regency have met 
the standards desired by the central government supported applicable laws, it's 
simply that some supporting facilities area unit still not offered at the National 
Land Agency of Demak Regency. However, that doesn't has an effect on 
additional in their daily use in closing activities 
Research only examines from the internal staff, which should be needed to 
compare from external factors such as consumer perspectives. Intended to have a 
balance and not overlap. Explanations from consumers are needed to balance the 
perspective of two sides, namely internal and external. 
Limitations and directions for future research, After all the analysis done in this 
research, The study focused on one object that is National Land Agency in Demak 
Regency. The limited time of research cannot provide the overall information 
about the company. The supported information by laws and/or regulations of 
Republic Indonesia about Land and Agrarian. Flower Service Concept is a 
descriptive tool to conduct an overview of supplementary service of the core 
product. This concept is used to make it easier to identify the scope within an 
aspect. This research is limited by conducting interviews with internal employees 
so that the perspective of consumers is needed to balance the two. 
Managerial Implications, The implication of this research is to use the concept of 
flower service, which is to facilitate identification of the grouping of supporting 
aspects that support the core product. Make it a reference in improving facilities in 
a company by comparing existing facilities with the proposed facility standards. 
Recommendation, Based on the results of the research, there are some 
recommendations. Based on the real conditions that exist, expect the central 
government to be better able to coordinate the existing facilities in the national 
land agency in each region so that they have same standard facilities as expected 
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by legislation. With implementing the flower service concept analysis, the 
researcher can give the recommendation to the national land agency must improve 
existing services to make it convenient for consumers who come, providing clear 
information makes services easier to run according to standard operating 
procedures. Add payment methods and optimize how to withdraw invoices to the 
public without wasting excess time. Began to introduce digital payments to the 
public to facilitate access to payments and socialize more e-billing methods to the 
public. Creating a consistent schedule for additional services outside working 
hours so that the community can optimize the activities carried out by the national 
land agency. 
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